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Motivation

What did we need?

o Automated issue tracker for help requests
o Documentation platform for user help materials
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General requirements

The system should help us:

o Manage help requests arriving by email

o Standardize and track the communications between: users, 1st line
support and expert teams

o Aggregate and reuse produced documentation
o Create online ‘How-To’s and FAQs for common issues

o Provide an easy search and navigation interface for online ‘How-To’s
and FAQs

o Integrate as much as possible with existing systems (regular mail
clients, slack, github, clarin.eu)



Intercom

® https://www.intercom.com

e Web Ul

o Email messaging interface

o Automatic conversation tracking per issue

o Possibility to add notes and media to conversations

o Refer and invite other people to conversations (registered or not)
e Integrated with regular email system

e Knowledge Base - https://help.clarin.eu
o  Collection of support articles per topic (e.g. login via CLARIN SPF)

e Automatically create github tickets
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Knowledge base
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Login via the CLARIN Service Provider
: Federation

E Using federated login, registering a CLARIN account and instructions on how to access
specific service providers.

e 16 articles in this collection
Dieter Van Uytvanck

Using federated login

How can I login with my institutional credentials?

This screencast demonstrates how to login to a web application using federated login via
your own institutional Identity Provider.

Dieter
|

'an Uytvanck

| How can | login with my CLARIN account?

This screencast demonstrates how to login to a web application using federated login via
the CLARIN Identity Provider.

e Dieter Van Uytvanck

| encountered a problem when logging in. What now?
Reporting issues with federated login,
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